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If you’re not an expert at 
‘winging it’ 

then… 
you’re in the right place.

Credible 
Communications  

in a Crisis 
A few essential ways to build 

credibility and rapport  
in a time of uncertainty. 
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What you say and How you say it are equally 
important.
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Key Takeaways

Today everyone is in the Communications Business. 
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Show care 
(Be Genuine)

I. Show Care
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“The last few days have been extremely trying and chaotic for so many 
of us. Trying to help our clients during a pandemic is probably one of 
the greatest challenges we’ll ever face. 

I wanted to let you know how incredibly hard your association is 
working on your behalf and how we’re continuing to advocate for 
homeownership…”
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Before you write anything: 
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Every Crisis 
Needs a Plan

1. Show care

Focus on THEM 
What they need 
Stay grounded 



SCALE
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Am I still open 
for business?

Social  
distancing @ 
open houses

How to conduct 
a virtual open 

house?
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Make some 
decisions 

(Prioritize and Pivot)

It’s up to the leader to 
coordinate your 

communications.  

2. Plan

1. Show care



Local Associations 
Answering / Collecting Questions

Members 
Taking Direct Calls

Leadership 
Policy decisions

GAD 
Advocating for  

the industry

Legal 
Policy Responses

Member Communications 
How / Where to inform members | the media

CEO 
Coordinate with all staff, local AEs and,  

other industry organizations 

Goal: Seek out questions, Purposeful updates, Clear confusion

Education 
REC Updates

Eyes and Ears open for information to share.
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Own it

3. Make some decisions

2. Plan

1. Show care
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Key Messages

4. Own it

3. Make some decisions

2. Plan

1. Show care



19

Local visibility to 
promote what you 

do in our community.

<Name Association of ReAltoRs®>
is Working for You.

Local political
involvement to 

pursue issues that 
matter to you.

Local awareness 
of ethics and high 

REALTOR® standards.

To Your Business.
WHAT MATTERS 

Focusing on

Association Logo
in white

Tackling the Issues That Are Core to Your Success.

<Association Name> meets NAR’s Core Standards – raising the bar to provide high-quality services.

nar.realtor/valuepropositiontoolkit

• Helping you 
understand and 
evaluate the issues 
to help you plan 
ahead.

• Working together to 
overcome any 
challenge that faces 
us.

Code of Ethics: https://bit.ly/33ToeTe 

• Still advocating for 
you and your 
business
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Readability 
Basics

5. Key Messages

4. Own it

3. Make some decisions

2. Plan

1. Show care

Benefits - 
not only Features

• Here's what we do.

• Here's what you 
(member) can do 
because of what we 
do.
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Benefits

23

Use the active voice. 

The mouse was eaten by the cat.

Passive voice shifts the 
focus of a sentence away 

from the doer. 

Active voice 
emphasizes the doer

The mouse is dead.

Passive Active
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Use the active voice. 

Passive voice shifts the 
focus of a sentence away 

from the doer. 

Active voice 
emphasizes the doer

We have been aggressively 
working the Hill on behalf of 

our members

I wanted to let you know how 
incredibly hard your association 

is working on your behalf…

Passive Active
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Old: Over-communicate

Right size your communications.
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Get your plan on track. 
Revise your plan (or) 

Start from scratch. 
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nSightMarketing.com

Credible Communications in a Crisis
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www.nsightmarketing.com/crisis 31

32melynn@nsightmarketing.com 
 

nSightMarketing.com/crisis 
 


